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Tots" program. With everyone 
helping, it can be done. 
Attending the show, like 
performing in it or working behind 
the scenes, is such a nice way to 
spread Christmas cheer in its 
purest form -- giving. 
Show times in the Civic 
Auditorium's Little Theatre are 2 
p.m. (special for senior citizens) 
and 8 p.m. Friday, December 18, 
and 2 p.m. and 8 p.m. Saturday, 
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December 19. 
Employees and their families 
who cannot attend are encouraged 
to donate toys. Please find the time 
to give the treasure of a toy to a 
small and wonderful treasure -- a 
child," said Aloma Bennett, co­
director of this year's show. 
"We can all help a child's dream 
come true by giving this year at 
Christmastime. Please, help us to 
help them." 
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Doctors, hospitals need BCBSF employees' 
help every day to serve subscribers well H ospitals and doctors' 
offices can help BCBSF 
serve subscribers. In a 
way, they're like service agents for 
the Florida Plan. 
If providers receive good service 
from BCBSF, they'll probably pass 
along that same quality of service, 
and their good feelings about the 
company, to subscribers. They're 
also likely to continue contracting 
with BCBSF. 
Functioning as a provider 
advocate within the corporation, 
the Service to Provider Workgroup 
interviewed providers in July to 
learn how BCBSFs service 
compares with other carriers, and 
how it can be improved. One thing 
the group learned was that 
providers form perceptions largely 
through their telephone 
experiences. 
During the months ahead, the 
group will try to effect 
improvements in how the 
corporation serves providers. This 
would include educating them on 
what to expect from BCBSF, as, for 
example, how long it takes for 
claims payment. 
Meanwhile, all employees who 
intereact with hospital and 
physician staffs should consider 
how important they are to 
subscribers and to the corporation, 
itself. A cooperative attitude toward 
providers helps ensure superior 
service for subscribers. 
Workgroup members -- Jack 
Conway and Catherine Peper of 
Field Services, Mike Estes of PAS, 
Carl Homer of Cost Containment, 
Melissa Rehfus of Corporate 
Communications and Tricia 
Rountree of UBM --welcome 
suggestions on how to improve 
service to providers. 
MSP Outreach program eases confusion 
M edicare Part B staffers have made a special effort to educate the 
public on an often misunderstood 
provision of Medicare: MSP. 
Medicare Secondary Payor 
involves Medicare paying after a 
third party pays. The latter may be 
employer health plans, automobile 
or other liability insurance, the 
Veterans Administration, or 
workers' compensation. 
MSP began in 1984. Due to its 
complexity, the federal government 
started requiring contractors to 
educate providers and employer 
groups this past fiscal year. By 
September 30, Part B area had 
conducted 16 workshops bur was 
only required to hold 12. 
Presentations have been made 
statewide in conjunction with 
BCBSFs Professional Relations 
provider workshops. Others have 
been conducted for providers like 
Orlando Regional Medical Center 
and Ameriplan HMO, employers 
like Southern Bell and Prudential, 
and internally to Part B 
Telecommunications service 
representatives. 
To refer groups for a 
presentation, call the MSP 
Department, ext. 8330. 
Conducting "Outreach" presentations for MSP 
Members of the MSP Department's Part B staff who have conducted 
"Outreach" presentations to educate the public are (l-r): Mary Ann Hiatt, 
Leslie Williams, Supervisor Vicki DeVille and Maurice Brown. To request a 
presentation for a group, call extension 8330. 
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Open enrollment yields 20,000 
Medicare supplement contracts 
T he Florida Plan's recent open enrollment period for its Medicare supplemental product 
series was a tremendous success. 
More than 20,000 new members 
were added to the company's 
subscriber base between June 1 and 
August 31, surpassing Senior Market's 
goal of 9,500 new contracts. The effort 
included an intense advertising 
campaign using newspapers, TV and 
direct mail to reach people in the over-
65 age bracket. 
"As in any corporate-level project," 
said Bill Simek, director of Senior 
Markets, "it took cooperation and 
support from many different areas of 
the company to ensure success. 
Everyone involved in this project 
should be extremely proud of how well 
his or her efforts paid off." 
The introduction of six new 
Medicare supplemental policies 
coincided with the open enrollment 
period, which was a response to the 
instability of IMC, the 136,000-rnember 
HMO network in South Florida. 
Although IMC eventually was 
purchased by Humana, many IMC 
members moved to either Medicare and 
More or the company's new Medicare 
supplemental products. 
On September 11, Senior Markets 
held celebrations in the Riverside 
Avenue and Gilmore Street buildings to 
recognize the corporatewide 
involvement in this successful effort. 
Many of the people who helped the 
project succeed are featured in the 
accompanying photographs. and Receiving 
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BCBSNEWS 
Anti-HMO doctors are losing 
Physicians against HMOs are 
"losing big," the Wall Street Journal 
reported. Seen by the American 
Medical Association as "stubbornly 
unrealistic," they've found that 
people resent higher doctors' fees, 
and they've been unable to form a 
large anti-HMO organization or 
offer better alternatives. More than 
half of the nation's 450,000 
physicians have ties to HMOs or 
similar plans. 
Second opinions cut 
surgeries 
Admitting that their study of 88 
patients was small and self­
selected, researchers concluded 
that second surgical opinions 
might reduce the need for coronary 
bypass surgery by up to 50 percent, 
the Journal of the American 
Medical Association reported. 
NAIC prepares "wellness" 
rule 
Due in December, a model 
regulation by the National 
Association of Insurance 
Commissioners would require that 
states not certify an insurer's health 
plan unless it offers a discount for 
healthy habits, the New York Times 
reported. 
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BCBSA proposes "Part C" 
The Blue Cross and Blue Shield 
Association has proposed an 
optional Medicare Part C as a 
possible answer to the problem 
proposed federal laws pose for 
federal retirees. Enrollees in the 
voluntary, catastrophic benefits 
program would pay an income­
related premium structured like 
those in proposed legislation, 
BCBSA Senior Vice President Harry 
P. Cain II said. 
Customer 
Service 
A doctor's thanks 
"Whenever I solicited help or 
information, she (Patty Fernandez, 
Clerk, HO South Florida) has promptly 
assisted me in a cordial, polite, and 
effective manner. If you have employees 
like her, it facilitates the 
communication between the company 
and the physicians." 
"An asset to your office" 
"Mr. Bertram Brinson (Customer 
Service Representative, Medicare B 
Telecommunications) listened, he 
checked the records, he was thorough, 
understanding, knowledgeable and 
sympathetic . .. not too many possess 
these characteristics when they are 
listening to other people's problems. 
Mr. Brinson lifted a big burden from my 
heart. He is an asset to your office." 
"Exceptional setvice" 
"Barbie Hawkins' (Customer Service 
Representative, Telephone Information) 
Part B enrollees would pay an 
extra, flat monthly premium of 
about $4 whether they enrolled in 
Part C or not, to help finance Part 
C's benefits. Cain said federal 
employees and retirees would 
avoid the relatively high income­
related premiums required by 
pending bills. Current bills would 
raise health insurance costs of 
Medicare-eligible federal retirees 
without any compensating increase 
in their benefits, he said. 
pleasant and helpful manner was far 
above anything I had ever experienced. 
She located the problem, advised me 
how to fix it, and went the extra step to 
do so. She displayed outstanding 
professionalism, competence, and a 
cheerful manner. . .  She's a wonderful 
company image." 
The way it always should be 
"I know dealing with the public in 
these claims can be exasperating, but 
after speaking with you, (Patti Wilcox 
(Customer Service Representative, 
Medicare B Telecommunications) I left 
the phone with a good feeling, instead 
of feeling I was fighting for something I 
was not entitled to and without 
justification." 
Praise from within 
" . . .  a job well done by Dana Simmons 
(PPC Customer Relations 
Representative) . . .  Without her 
positive attitude and commitment, our 
ability to improve service to this 
account would be handicapped. She is 
a true asset to your unit and Blue Cross 
Blue Shield." 
Tampa offices converge for get acquainted picnic 
Hot dogs, hamburgers, baseball and 
100-degree weather were abundant 
August 8, when employees of the newly 
consolidated Tampa/St.Pete office, the 
Tampa HMO and PARD offices, and the 
St. Pete customer service office had a 
picnic in Safety Harbor. 
About 100 employees and family 
members attended, with festivities 
organized by Margie Taylor (HIS Field 
Services) and Karen Duffel (HMO), and 
food preparation coordinated by Patti 
Viers (HIS Field Services) and Bernice 
Morris (Marketing) - Won Kim (PAS) 
brought a Korean rice dish. 
It was too hot to play some of the 
games Dave Helphrey (HMO) 
organized. Bill Markey (Marketing), 
recuperating from a hean attack, was 
there, but Dave Stroupe (HIS Field 
Services) was absent, caring for his new 
twin babies. 
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Cross and Blue Shield of Florida 
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help needy children. 
The goal is to donate 2,000 
or more new toys for the "Toys for 
PROMOTIONS 
Estella Benefield 
Production Supervisor 
Production and Change Control 
Patticia Brown 
Claims Examiner 
Medicare B 
Rohen Bunch 
Sr. Fin/Op Intern Audit 
Internal Audit 
Peggy Farinas 
National Account Adj. Exam 
NPC Disallows 
Kathryn Forbes 
Auditor IV 
Tampa Branch Audit 
Marcia Grange 
Claims Examiner B 
Medicare B 
Josephine Holzendorf 
Product Analyst 
Product &: Rate Administration 
Faith Howard 
Customer Service Rep C 
Customer Service Department 
Carolu:vy 
Claims Examiner B 
Medicare B 
James Luke 
Claims Examiner B 
Medicare B 
Barbara Myers 
Claims Examiner B 
Medicare B 
Manha Ricker 
Customer Service Rep B 
HO Jacksonville 
Gary Rigg 
Auditor IV 
Tots" program. With everyone 
helping, it can be done. 
Attending the show, like 
performing in it or working behind 
the scenes, is such a nice way to 
spread Christmas cheer in its 
purest form -- giving. 
Show times in the Civic 
Auditorium's Little Theatre are 2 
p.m. (special for senior citizens) 
and 8 p.m. Friday, December 18, 
and 2 p.m. and 8 p.m. Saturday, 
Dorothy Hutcheson 
Project Manager 
Tampa Branch Audit Customer Relations 
Elizabeth Schade Diane Prevatt 
Claims Examiner A Correspondence Rep B 
Medicare B Medicare B Communications 
Donna Sheppard Debra Richardson 
Secretary Supervisor Quality Analysis 
December 19. 
Employees and their famili 
who cannot attend are encou 
to donate toys. Please find th, 
to give the treasure of a toy tc 
small and wonderful treasure 
child," said Aloma Bennett, ct 
director of this year's show. 
"We can all help a child's. c 
come true by giving this year 
Christmastime. Please, help u 
help them." 
IO YEARS 
Jed Gazaleh 
Filming Com. &: Qua 
Shirley Glasscock 
Cashiers 
Jane Brannock 
HO South Florida 
Lisa Jowers 
President's Office Medicare B Communications - PARD 
Quality Audit 
Joanna Singleton 5 YEARS 
Membership Billing Specialist Cathy Robens 
HOI Financial Programs Customer Service Rep B Patticia Crosby 
Debora Steele 
FEP Telephone Inquiries Telemarketing - Outb 
Customer Service Rep B Randall Weathers 
Milagrosa Cuadrado 
FEP Telephone Inquiries Technical Analyst LI 
Medicare B Commun 
Systems Development Edward Dumka 
Glenda Taylor Medicare B Commun 
Claims Examiner B 
Medicare B Francisco Gutierrez,_ SERVICE Med B Communicatic 
Emily Tillman ANNIVERSARIES M. Christin Hontz 
Claims Examiner B Operational Effective· 
Medicare B 30YEARS 
Rohen King 
Thuan Tran Mary Hershberger Field Services 
Auditor IV Centralized Entry Conrrol 
Barbara Lanham 
Tampa Branch Audit 
20YEARS Word Processing Cer 
TRANSFERS Jill Levine Estella Griffin 
Field Services 
Nancy Brackett Inpatient Benefit Section 
Customer Service Rep B 
Salustiano Lopez 
FEP Telephone Inquiries 15 YEARS Medicare B Commun 
Mae Bell Susan Skow 
Peggy Brown Membership &: Billing Inquiries Medicare B Program : 
Hearing Officer Legal Under 65 Theresa Van Malsen Medicare B 
Sandra Dillinger Medicare B Commun 
Betty Green Health Services Data 
Supervisor HMO Claims 
Vickie Wright 
Joyce Eady Medicare B Microfilrr 
HO Jacksonville 
Medicare B Claims Examining 
Yvonne Taylor 
Med B Communications 
pay an 
um of 
uolled in 
ance Part 
deral 
rould 
income­
:d by 
[s would 
sts of 
retirees 
tg increase 
mer was far 
:r experienced. 
advised me 
1e extra step to 
;tanding 
:nee, and a 
a wonderful 
I be 
public in 
Jerating, but 
:Patti Wilcox 
;entative, 
ications) I left 
eling, instead 
Jr something I 
'ithout 
ana Simmons 
Jut her 
1mitment, our 
to this 
apped. She is 
nd Blue Cross 
le 
ated by Patti 
and Bernice 
Jn Kim (PAS) 
h. 
ome of the 
\10) 
larketing), 
attack, was 
ilS Field 
ng for his new 
Ifs that time again: "Toys for Tots" 
Variety Show will be the best ever! 
Those foot tapping, song singing, 
fun loving Variety Show folks are 
gearing up for the 13th annual 
show in Jacksonville. 
Each of the past 12 years, Blue 
Cross and Blue Shield of Florida 
has proudly sponsored an 
enjoyable and entertaining 
Christmastime Variety Show to 
help needy children. 
The goal is to donate 2,000 
or more new toys for the "Toys for 
PROMOTIONS 
Estella Benefield 
Production Supervisor 
Production and Change Control 
Patricia Brown 
Claims Examiner 
Medicare B 
Robert Bunch 
Sr. Fin/Op Intern Audit 
Internal Audit 
Peggy Farinas 
National Account Adj. Exam 
NPC DisaUows 
Kathryn Forbes 
Auditor N 
Tampa Branch Audit 
Marcia Grange 
Claims Examiner B 
Medicare B 
Josephine Holzendorl 
Product Analyst 
Product & Rate Administration 
Faith Howard 
Customer Service Rep C 
Customer Service Department 
Carol Levy 
Claims Examiner B 
Medicare B 
James Luke 
Claims Examiner B 
Medicare B 
Barbara Myers 
Claims Examiner B 
Medicare B 
Martha Ricker 
Customer Service Rep B 
HO JacksonviUe 
Gary Rigg 
Auditor N 
Tots" program. With everyone 
helping, it can be done. 
Attending the show, like 
performing in it or working behind 
the scenes, is such a nice way to 
spread Christmas cheer in its 
purest form -- giving. 
Show times in the Civic 
Auditorium's Little Theatre are 2 
p.m. (special for senior citizens) 
and 8 p.m. Friday, December 18, 
and 2 p.m. and 8 p.m. Saturday, 
Tampa Branch Audit 
Dorothy Hutcheson 
Project Manager 
Customer Relations 
Elizabeth Schade 
Claims Examiner A 
Medicare B 
Donna Sheppard 
Diane Prevatt 
Correspondence Rep B 
Medicare B Communications 
Debra Richardson 
December 19. 
Employees and their families 
who cannot attend are encouraged 
to donate toys. Please find the time 
to give the treasure of a toy to a 
small and wonderful treasure -- a 
child," said Aloma Bennett, co­
director of this year's show. 
"We can all help a child's. dream 
come true by giving this year at 
Christmastime. Please, help us to 
help them." 
IO YEARS 
Jed Gazaleh 
Filming Com. & Quality Control 
Shirley Glasscock 
Cashiers 
Jane Brannock 
HO South Florida 
Secretary 
President's Office 
Supervisor Quality Analysis 
Medicare B Communications -
Quality Audit 
Lisa Jowers 
PARD 
Joanna Singleton 
Membership Billing Specialist 
HOI Financial Programs 
Debora Steele 
Customer Service Rep B 
FEP Telephone Inquiries 
Glenda Taylor 
Claims Examiner B 
Medicare B 
Emily Tillman 
Claims Examiner B 
Medicare B 
Thuan Tran 
Auditor N 
Tampa Branch Audit 
TRANSFERS 
Nancy Brackett 
Customer Service Rep B 
FEP Telephone Inquiries 
Peggy Brown 
Hearing Officer Legal 
Medicare B 
Betty Green 
Supervisor HMO Claims 
HO Jacksonville 
Cathy Robem; 
Customer Service Rep B 
FEP Telephone Inquiries 
Randall Weathers 
Technical Analyst II 
Systems Development 
SERVICE 
ANNIVERSARIES 
30 YEARS 
Mary Hershberger 
Centralized Entry Control 
20 YEARS 
Estella Griffin 
Inpatient Benefit Section 
15 YEARS 
Mae Bell 
Membership & Billing Inquiries 
Under 65 
Sandra Dillinger 
Health Services Data 
Joyce Eady 
Medicare B Claims Examining 
Yvonne Taylor 
Med B Communications 
5 YEARS 
Patricia Crosby 
Telemarketing - Outboard Sales 
Milagrosa Cuadrado Perez 
Medicare B Communications 
Edward Dumka 
Medicare B Communications 
Francisco Gutierrez, Jr. 
Med B Communications Unit V 
M. Christin Hontz 
Operational Effectiveness 
Robert King 
Field Services 
Barbara Lanham 
Word Processing Center 
Jill Levine 
Field Services 
Salustiano Lopez 
Medicare B Communications 
Susan Skow 
Medicare B Program Integrity 
Theresa Van Malsen 
Medicare B Communications 
Vickie Wright 
Medicare B Microfilm Retrieval 
Vol. 36, No. 24 A Newsletter of Blue Cross and Blue Shield of Florida October 
Doctors, hospitals need BCBSF employees 
help every day to serve subscribers well H ospitals and doctors' 
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the Florida Plan. 
If providers receive good service 
from BCBSF, they'll probably pass 
along that same quality of service, 
and their good feelings about the 
company, to subscribers. They're 
also likely to continue contracting 
with BCBSF. 
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MSP began in 1984. Due to its 
complexity, the federal government 
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educate providers and employer 
groups this past fiscal year. By 
September 30, Part B area had 
conducted 16 workshops but was 
only required to hold 12. 
Presentations have been made 
statewide in conjunction with 
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provider workshops. Others have 
been conducted for providers like 
Orlando Regional Medical Center 
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like Southern Bell and Prudential, 
and internally to Part B 
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representatives. 
To refer groups for a 
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